Resumé of
Hedley Finger, Technical Communicator

An experienced technical communicator who brings a background in publishing and factual writing for clients in the global market to the development of clear, concise electronic and print publications at an international standard of quality through efficient processes and advanced tools.

Key strengths

· Understand the software development process from requirements to testing from long experience in the software industry, and through writing simple shell and batch scripts, FrameScript programs, and specifying the requirements for FrameMaker plug-ins, and writing test protocols, and performing tests.

· Am experienced in producing export-quality user-documentation and on-line help for multinational employers and clients of the calibre of Macmillan Education, HP, Fujitsu, Ericsson, BHP Minerals, Swinburne University, and MYOB Australia Pty Ltd.

· Have superior writing, structural- and copy-editing, indexing, book design, typography, and print production skills -- often lacking in technical communicators -- derived from my origins in bookselling, magazine publishing, and book publishing.

· Have a credible knowledge of technical subjects such as software development, bookkeeping, telecommunications, building construction, electrical and electronics technology.

· Have a sufficiently well-informed understanding of technical subjects to be able to knowledgeably communicate with and understand as an equal of programmers; civil, mechanical, and electrical engineers; and similar technical personnel.

· Work well in heterogenous teams consisting of people from many different disciplines working together on software and hardware product development.

· Have advanced skills in FrameMaker template design and implementation, and am adept at programming in FrameScript, and installing other plug-ins to obtain maximum flexibility and efficiency.

· Have advanced knowledge of and good skills with the DITA (Darwin Information Typing Architecture) documentation system based on XML.

Employment history

MYOB Australia Pty Ltd

Training Content Developer (permanent), 1 July 2006 -- present (14 months);
Technical Communications Tools and Processes Specialist (permanent); 
10 October 2000 -- 30 June 2006 (five-and-three-quarters years)

MYOB Australia Pty Ltd develops and sells leading bookkeeping and accountants’ practice management software applications throughout Australia, New Zealand, the United Kingdom, South-East Asia, and, now, in China.  Although I developed content for on-line help and printed user documentation, I also had a support role for the Technical Communications team.

· Developed a family of FrameMaker documentation templates that allow rapid redesign to suit rebranding exercises; templates have been stable for six years and allow any existing and future document to be transformed from or to any of three portrait formats and one landscape format.

These templates are to professional typographic standards to enhance the reputation of MYOB as a multinational leading software brand.

· Implemented a version management repository to replace the error-prone ‘dated folders with version names’ system, thus allowing tracking of changes and quickreversion to previous versions for documentation bug fixes to in-the-field documentation.

· Increased the efficiency and productivity of the team by introducing many plug-ins for FrameMaker that make the documentation process more efficient.

· Designed and specified a condition-management plug-in for FrameMaker that reduced several hundred existing conditions to about 20.  The plug-in was developed by Rick Quatro, New Jersey, and I wrote the test protocols and carried out all testing.  

This allowed writers to generate 24 country-specific variants of user documentation (4 products x 6 markets) from a single fileset, enormously increasing productivity as it was no longer necessary to maintain parallel duplicated documentation filesets for each product.

· Improved the skills of colleagues in the technical communication team by holding regular training sessions with notes and exercises.  For example, most technical communicators have little experience in producing good indexes, so I was able to improve their skills and the quality of this important reference tool for customers looking up user guides and help.

· Improved documentation quality by producing guidelines for developing procedures, designing graphics, and maintaining the house style guide (the latter in collaboration with colleagues).

· Inspired the Instructional Designer of the Training content-development team to adopt documentation based on topic-sized chunks rather than chapter-chunks.  Courseware for any new course could be quickly constructed by drawing suitable content from a pool of existing topics and sequencing them appropriately for the curriculum, typically producing a first draft of a one-day course in a few weeks.

· Developed improvements to the way individual topics were incorporated into books.

· Investigated the DITA (Darwin Information Typing Architecture) documentation system based on XML for possible implementation at MYOB.  Demonstrated that the paragraph and character formats in the FrameMaker template I had developed six years before mapped almost perfectly onto DITA XML elements.  (Unfortunately, the project with which this investigation was associated was abandoned when the sponsoring manager retired.)

Ericsson Australia Pty Ltd (2)

Technical Writer (contract); 19 July 1999 – 14 July 2000 (12 months)

Ericsson (now Sony Ericsson) is a well-known telecommunications  manufacturer probably best-known to most people for mobile telephones but has been making network switches and other equipment for over 100 years.  This assignment was with the XMATE Network Management and Internet Telephony team.

· Developed installation and ntegration documentation, and integrated documentation for network management software from different vendors for the new StarHub telecommunication network in Singapore. See also http://www.starhub.com/.

· Extended and updated documentation I had previously developed to reflect improvements in the XMATE product and the user interface. (See earlier assignment, ‘Ericsson Australia Pty Ltd (1)’, on page 5.)

· Completely redesigned and redeveloped the on-line help for the upgraded Phone Doubler VoIP product.  This is a software telephone with a ‘mobile’ GUI which was intended to be installed on home computers.

ASPECT Computing Pty Ltd

Technical Writer (contract); 31 August 1998 – June 1999 (10 months)

ASPECT Computing Pty Ltd (bought out by KAZ Computer Services in 2002) was the prime contractor in the consortium with the subcontractors, Allegiance Systems Pty Ltd (formerly Health Computing Services Australia [HCS]) and Power Serve Pty Ltd, to develope the RAPID database for the Department of Human Services (DHS), Victoria. RAPID consists of several data-collection and management databases for service providers to manage the provision of mental health services.

· Designed and developed the CMI User Guide and CMI Operations Guide for the Client Management Interface module.

· Reported defects and suggested enhancements via formal documents as issues arose during the user-documentation task.

· Supervised the testing of the user documentation against the RAPID CMI application.

· Liaised with client and consortium partners about documentation issues.

· Managed version control of successive drafts of test documentation.

Colonial.

Technical Writer (contract); 22 June–31 July 1998 (six weeks)

Colonial (formerly Colonial Mutual) were conducting Year 2000 (millenium) tests of hardware, operating systems, and business applications.

In conjunction with subject-matter experts and technical staff:

· Developed test plans with inputs, expected results and actual results.

· Wrote test failures reports.

· Wrote non-compliance advisories for fixes, workarounds, and unavoidable issues to assist staff in circumventing some problems that could not be fixed.

· Drafted compliance certficates with supporting successful-test evidence.

Unisys Operations Group

Technical Writer (contract); 6 April – 15 May 1998 (six weeks)

Melbourne Water Corporation IT operations were outsourced to Unisys Operations Group, so deliverables were to support staff of the operations centre.  Melbourne Water at that time were still on Windows 3.11 with 8.3 filenames, so the challenge was to make documentation accessible without having to guess the meaning of cryptic DOS filenames.

· Discovered existing documentation files by manually visiting all folders on server and retrieving files stored on staff personal computers.

· Documented the inventory of documentation files.

· Performed a gap analysis and reported to client as to what essential documentation was missing.

· Built a new folder system and installed latest known good files of documentation.

· Built an intranet web site to let staff access documentation by clicking on hyperlinks with titles of documents instead of searching folders.

HP Advanced Networks Division (2)

Learning Products Engineer (HP term for technical writer; contract); 
1 February – 6 March 1998 (five weeks)

The HP Advanced Networks Division develops telecommunications test equipment so that switches and networks can be tested for conformity with standards.

· Revised legacy manuals for the BSTS product line, some of which I had written on a previous contract three to five years previously – see ‘HP Advanced Networks Division (1)’ on page 7.

· Produced PDF files and on-line files for print and for inclusion on the product CD.

Ericsson Australia Pty Ltd (1)  

Technical Writer (contract); 14 April – 30 September 1997, and 3 November – 12 December 1997 (seven months).

Ericsson (now Sony Ericsson) is a well-known telecommunications  manufacturer probably best-known to most people for mobile telephones but has been making network switches and other equipment for over 100 years.  This assignment was with the Development -- Networks Unit.

· Wrote white paper outlining usability issues in the product, documentation and on-line help. As a result, the unit manager appointed a usability engineer.

· Conducted a task analysis of the procedures required to operate the XMATE network-management product.

· Wrote a white paper recommending improvements to XMATE user documentation.

· Developed a documentation template for end-users with a more attractive ‘shrink-wrapped’ appearance to replace the previous military-engineering style to position the documentation more favourably.

· Trained a newly appointed technical writer in the use of the new template.

· Revised documentation and applied new template to FrameMaker files.

· Generated PDF files with hyperlinked cross-references for use as on-line help.

· Drafted a screen-play and collaborated with a multimedia developer to produce a promotional CD simulating user interaction with the XMATE product.

Creative Access Pty Ltd

Technical Adviser and QA Tester (casual contract); Intermittently throughout 1997 (five days)

Creative Access specialized in implementing and maintaining World-Wide Web sites for various government and corporate clients, including commercial transaction sites.

· Wrote appraisals of a services directory site, a commercial transaction site, and a low-end database server engine that enabled clients to publish legacy databases simply by exporting a tab-delimited file.

· Wrote a requirements document describing the features of a proposed search engine .

· Developed performance criteria and a test protocol for the proposed search engine.

· Tested prototype database server using different browsers to send queries and display results, and recorded response times to test queries.

· Wrote a test report on the results of testing.

Swinburne University of Technology  20 January – 21 March 1997

Technical Writer (contract); 20 January–21 March 1997 (seven weeks)

At that time, Swinburne University’s IT Support installed cheap shareware or free open-source software on all personal computers for standard Internet applications.  But the documentation for these applications was non-existent or of poor quality.  IT Support required documentation that was specific to the way this software was configured with their preferred settings and installation.

· Developed and carried out task analysis and task prioritization plans.

· Developed documentation plan and specifications.

· Wrote custom user guides for Netscape Navigator 3.01, Pegasus Mail 2.5, and WS_FTP 2.0 running on Windows 3.11.

· Wrote user documentation and managed print preproduction.

Solomon Islands Science Education Project  

Typographer, Layout Artist (contract); Intermittently throughout 1997 (four weeks)

The Solomon Islands Education Department had contracted Australian and local teachers to product science curriculum materials for secondary schools.

· Copy-edited text supplied by teacher-authors, and enhanced digital photographs.

· Layed out and assembled text and graphics, then produced PDF files for the book printer.

Fujitsu Australia Limited

Technical Writer (contract); 5 August – 4 December 1996 (17 weeks)

The Telecommunications Products Group supplies telecommunications equipment – cellular base stations, microwave links, switches, repeaters, and other items – to Optus and other carriers in Australia and Asia.

Revised legacy manuals to:

· incorporate software and hardware upgrades,

· incorporate technical corrections from the software and hardware engineers, and

· restructure existing manuals into a new Fujitsu standard structure.

HP Telecommunications Management Division

Technical Writer (contract); April 1995 – 30 June 1996 (14 months)

The then Network Management Systems Division of Hewlett-Packard identified a need for a product to reduce ‘event storms’ at network operators’ terminals when network faults occurred, filtering out redundant information and delivering data to diagnose and manage faults. A consortium consisting of HP NMSD, Telstra, and TUSC Computing formed to develop the Event Correlation Services (ECS) product  on the HP OpenView framework to manage this phenomenon.

· Conducted a task analysis and developed outlines of manuals.

· Developed the ECS Administrator's Guide and ECS Designer's Reference (in collaboration), and compiled back-of-the-book indexes.

· Developed a common preferred terminology to ensure all writers – of marketing, training, and documentation, both on-line and printed –used a consistent vocabulary and harmonized the labels on the GUI with the ECDL keywords.

· Proposed design guidelines for GUI icons, and graphic representation of event-filter components and data and control flows, which resulted in two significant and fundamental changes.

· Upgraded, debugged and maintained FrameMaker templates, and mentored and supported the development team, especially engineers.

· Copy-edited engineers’ and other writers’ manuals, white papers, and articles.

HP Advanced Networks Division (1)

Technical Writer (contract); October 1992 – March 1995 (two-and-a-half years)

The Australian Telecommunications Operation developed test equipment for R&D and manufacturing in the ATM high-speed communications industry.

· Developed a User's Manual for each of six telecommunications test instruments for SONET/SDH, ATM, and J2 communications protocols in HP Tag, an SGML application (forerunner of XML).

· Developed FrameMaker templates to implement the HP corporate documentation standards specified in the HP Editorial Design System and HP Writing Style Guide.

Other positions …

BHP Minerals Ltd
Technical Writer (subcontracted to Armstrong Fleming); February–July 1992 (six months)

Produced application guides for software packages that replaced previous management information systems.

Australia Post
Technical Writer (contract); August–September 1991 (six weeks)

Produced procedural manuals, in collaboration with another writer, for a retail point-of-sale system for Australian post offices nationally.

Varian Australia Pty Ltd
Technical Writer (contract); August–November 1991 (part-time)

Wrote an operations manual for a purpose-built robot which presents analytic samples to an absorption spectrometer.

Rider Hunt Group
Technical Writer (contract); November 1990 – August 1991 (10 months)

Prepared a documentation specification, and then designed, researched, and wrote two manuals for the in-house ROSS quantity surveying application.

National Mutual Life Association
Technical Writer (contract); July – October 1990 (four months)

Developed on-line documentation for an accounting and tracking system for a new superannuation product.

Hand Holding Projects Pty Ltd
Managing Director, July 1990 – present

Technical communication consultancy as a vehicle for many of the contract positions described elsewhere.

Cats Company Pty Ltd (Catsco)
Documentation Manager, June 1989 – June 1990

Information Express Pty Ltd
Publications Editor, October 1986 – April 1989

VicRoads
Publications Writer, Class 3 (that is, journalist), Corporate Relations Section, February 1985 – October 1986.

Melbourne House
Book Publisher, Beam Software, July – November 1984

Australian Industrial Publications
Technical Writer, July 1982 – July 1984

Mentat Computer Systems
Salesperson and Customer Support Person, July 1981 – June 1982

Tandy Corporation
Salesperson, Tandy Camberwell, October 1980 – May 1981

Moving Finger Editorial Services
Freelance Editor (proprietor); May 1979 – October 1980

Over 18 months of operations, Moving Finger processed 33 books for 16 publishers. The period from November 1980 to June 1990 was spent in full-time employment, described in ‘.
’ on page 


Macmillan Company of Australia Pty Ltd
Senior Educational Commissioning Editor, January 1971 – April 1979

Rigby Limited January
Field Editor, January 1967 – December 1970

Reader's Digest Association Pty Ltd
Production Editor, January 1965 – June 1967

Education Department of Victoria
Student teacher, January 1962 – November 1964

F.W. Cheshire, Bookseller and Publisher
Bookseller, November 1961 – January 1962

Personal details

Name
Hedley Stewart Finger (Australian citizen)

Address
28 Regent Street
Camberwell VIC 3124
Australia

Contact
Tel: +61 3 9809 1229 business and after hours
Mobile: +61 412 461 558 business and after hours
Email: hfinger@handholding.com.au

Subject knowledge

During previous employment and consulting I have worked in these subject areas. 

· Accounting and bookkeeping

· Book, journal, and magazine publishing

· Building construction

· Databases

· Distribution, retail and wholesale

· Draughting and technical illustration

· Electrical and electronic engineering

· Engineering, science, and technology

· Financial markets

· Insurance, assurance, and superannuation 

· Internet applications and Web publishing

· Manufacturing, printing production

· Mental health and health services administration

· Quantity surveying

· Secondary education (mathematics and science)

· Telecommunications

· XML as applied to documentation, especially the Darwin Information Typing Architecture (DITA) documentation system.

Professional development

Computer programming
Currently studying unit CSE9000, ‘Foundation of programming’ [Java],at the  Caulfield Campus of Monash Universit (July -- November 2007).

SGML, XML, and HTML
Applications Building with FrameMaker+SGML, three days, presented by Roman Strausov, Allette Systems, October 1998

Introduction to Web Site Implementation, one day, Janet Wood (Newman), Swinburne University, February 1998

On-line documentation practice
Designing and Presenting On-line Documentation, three days, presented by JoAnn Hackos, JoAnn Hackos & Associates, Inc. (local agent N&H Communications), March 1995

User Interface Design, two days, presented by Robert Heacock, Management Technology Education Pty Ltd, March 1993

Preference/writer and Preference/reader, three days, computer-based training in on-line documentation at National Mutual Life Association delivered by the Phoenix on-line training system. Preference and Phoenix are both products of Goal Systems.

Documentation theory and practice
Information Mapping Workshop: Developing Procedures, Policies, & Documentation, presented by Phillipa Grantham, Tactics Training Technology, May 1991

How to Produce Successful Computer Documentation, presented by Rob McKilliam, March 1987

Writer’s Training Course, in-house course run over three months at Australian Industrial Publications, 1982

Documentation project management
Project Management: Critical Skills and Techniques (workshop), presented by Donn G. Todd, Management Technology Education Pty Ltd, July 1993

Principles of Project Management, by Interactive Information Systems Ltd (one-day interactive CBT at HP Training Centre), January 1993

Introduction to MacProject II, presented by Sally Thornton, Technisearch, November 1989

Technician electronics
Certificate of Technology (Electronics) (some subjects only), rmit Technical College, 1977 – 78 

Education theory
Trained Primary Teacher’s Certificate (part), Frankston Teacher’s College, 1963 – 64




